The aim of this study was to determine sport activity services municipalities carry out as local management units, consider viewpoints of people benefiting from these services and evaluate them as well. The participants of the study consist of 300 persons in total, including 90 persons from the center of fine arts included in the Meram District Municipality of Konya, 94 persons utilizing the Ertuğrul Gazi Recreational Facility in the Meram District Municipality of Konya and 115 persons from the center of vocational course in the Karatay District Municipality of Konya. In our study, the Service Quality Assessment Scale developed by Lam, Turkish reliability and acceptability done by Gürbüz, was performed. The One-Sample Kolmogorov-Smirnov test examined whether the data showed normal distribution, and it was made clear that the data displayed normal distribution. Since the data appeared to be normally-distributed, the Independent-Sample T test and the ANOVA test were also used for determining differences between the independent variables. As a result of our study; it was observed that there was no difference when the satisfaction levels of members were considered in the travel time, the marital status and the education level within the sub-dimensions of staff, program, facility and changing rooms in consequence of comparing the service quality expected and perceived from the members participating in the research. But the satisfaction level decreased when the membership duration, the usage frequency and the income level increased. Also, it was determined that the satisfaction levels of participants who had individual membership type and were over the age of 18, were higher than ones having family membership type and aged under 18. As a result of our study; it was observed that the expected and perceived service quality satisfaction approaches of participant members, effected from membership type, membership period, frequence of facility usage and ages of members.
INTRODUCTION
Human beings have established various administrative systems and organizations, and managed these as well since the first periods of history, though they do not have any characteristics of a modern state. Today public management is a system which relates to the non-stop operation of a state and society order, the production and presentation of goods and services aimed at meeting the collective needs of a public (11) .
According to Öztürk (19) , the most developed organization of public management is a state. Each state's objective is to strengthen the economical welfare of its own society. The state fulfills the common needs of a society living in national borders; regards, protects and represents their general interests. The state tries to carry out these duties via central and local management institutions (20) .
It is not possible to manage all of the public services from the capital cities of the countries. Even if possible, the efficiency and effectiveness of the services become less. Problems and needs such as different conditions of regions, distances to centers, public inclusion in management and better service presentation to public have set the local administrations on stage. For the purpose of fulfilling the common needs of a local community living in a certain geographical field, with the decisive bodies chosen by the public, having duties and authorities given by law, with a specific income, budget and staff, public corporate entities are called local administrations or local managements (9) .
Nowadays there are three types of local management units in our country in accordance with the Constitution. These are provincial special administrations, municipalities and villages. Each one of these three local management units was arranged by the different laws. Among the local management units, the busiest one is municipality managements in terms of works. Like in many states, in our country municipalities are known as the closest institutions to public. The reason is for that the municipalities' own duties affect the daily life of a public in a direct way (18) . Services given by the municipalities to the citizens vary from a country to another country. Furthermore, by increasing and differing public services due to environmental and technological changes and developments, the service number per a municipality has been increasing day by day (15) .
The relevant local management units have carried out activities in many fields, sport has been an activity field among these. Like in many fields by the local management units, hereby, the service variety and activities of the municipalities are more in sport services rather than other units. The increasing importance of sport in society, the educational, social and cultural roles of sport and the dignity of international competitions have drawn the public authorities' attention. Sport has been considered to have positive effects on society, which has triggered sport to be regarded as a public service aimed at public benefit (13) . Quality in sport services can be defined as 'a capability for fulfilling or going beyond customers' demands from sport' (6).
Service production in sport facilities is virtually based on sport programs to satisfy people. Sport programs involve a process of planning to meet people's attendance demands for sport activities different from each other. Because the availability of a sport organization results from people's needs, and these needs are fulfilled with the sport programs. Sport programs include the basis for sport service production (10).
Sport facilities are required for providing customer satisfaction as customer-oriented and service-giving institutions. When the customers are satisfied with the centers they involve in, they will come again, that is why, the presentation of services, products and activities are important for the sport facilities like in the other service enterprises. In order to meet customer demands, the requirement for giving quality-service pushes the managers of sport facilities to make continual improvement efforts. Since customers are in expectation of the increasing quality, not giving quality-service will be resulted in a customer loss problem. Expectations and participation reasons for each customer who always goes to the sport facilities are different. Some customers for having a healthy life, some customers for reducing stress, some of them completely for losing weight participate in these programs. In today's society, the unlimited service is important, even though expectations can never end out, coming up with the new solutions in the shortest time will be an important factor in being chosen that enterprise by the customer (8).
Quality is determined by any person's performance, and related with this one. Considering the abilities of people working in the sport enterprises, it is inevitable to put quality-control techniques in this sector into practice. A customer decides whether the quality of given service is satisfying or not. Since a customer's satisfaction level rapidly changes, the sport enterprises need to develop a system focused on the customer satisfaction (7) . Covering customers' expectations in the services given by the sport enterprises, presenting the service of quality and effectively by using the current developed sportive activities and sport tools away from errors must be aims for the management of sport enterprises (7) . This study's aim was to determine the activities performed in the sport services by the municipalities among the local management units, to measure and evaluate the viewpoints of the public benefiting from these services.
MATERIAL & METHODS

Research Sampling and Group
The research sampling consists of the individuals participated in the sport course branches such as condition, step, aerobics, fitness, as the members of 26 courses and art centers giving services depending on the Konya Metropolitan Municipality and Central District Municipalities.
The research group was totally made up of the 300 participants including 90 persons from the center of fine arts within the body of the Konya Meram District Municipality, 94 persons using the Ertuğrul Gazi Social Facility of the Konya Meram District Municipality and 115 persons from the Vocational Course Center of the Karatay Municipality depending on the Konya Karatay District Municipality. The relevant participants were determined from the individuals taking education in the branches of condition, step, aerobics, fitness in the course centers with the randomly sampling method.
Data Collection Tool
In our study, the HKDÖ (Scale for Service Quality Assessment) developed by Lam (16) , and estimated in terms of Turkish validity and reliability by Gürbüz (14) , was applied. The relevant form aims to measure the service quality in the health and vitality (sport-fitness) centers. The HKDÖ with 5 sub-dimensions involves 40 articles. These subdimensions; Workers (9 articles), Program (7 articles), Changing Rooms (5 articles), Facility (13 articles), Child Care (6 articles). Within this research, 4 of the 5 sub-dimensions were used. Since the department of child care was not often available in the course centers of the research, the Child Care sub-dimension was not preferred. The subdimension of workers investigates how the persons working in the centers communicate with the members, whether they have necessary information and skills in their fields or not, whether they are kind and patient. The program sub dimension also investigates the subjects such as the quality and content of the programs related with the sport activities, the efficiency of the programs. The subdimension of changing rooms asks whether there is a changing room, if available, how it is cleaned, generally maintained. The facility sub-dimension researches on the parking opportunities, the tools and equipments of facility, heating, lightening. The scale is Likert type, between 1 (less important) and 7 (very important) at the service dimension expected to be in degree, between 1 (weak) and 7 (great) at the service dimension perceived.
Also, the participants' personal information was obtained while collecting data with the HKDÖ. These are; gender, marital status, education level, monthly income, access time to facility, membership time for facility, usage frequency of facility.
Data Analysis
In evaluation of data and estimation of values, the SPSS 16.0 statistical package program was used. Data were summarised in giving averages and standard deviations. The One-Sample KolmogorovSmirnov test was done to determine whether data showed a normal distribution, and it was determined that data were indicators of a normal distribution. Since data represented a normal distribution, the Independent-Sample T test and the ANOVA test were used to determine differences between the independent variables. From the multiple comparison tests, the Tukey test indicated what the differences between the independent variables resulted from. In this study, the error level was regarded as 0.05. Table 1 , when compared the perceived service quality of the persons participated in the research under the membership type, the points of service quality relating to the changing rooms from the persons being members as a family were meaningfully higher than the points of service quality relating to the changing rooms from the persons being members as an individual (P<0.05). However, any significant differences were not statistically determined in the other sub-dimensions (P>0.05). Examining at Table 2 , when compared the expected service quality of the persons participated in the research under the membership time, the service quality points relating to the staff, the program, the changing rooms and the facility among the persons who had membership time less than 1 year as a family were estimated to be meaningfully higher than the persons with the membership time more than 1 year (P<0,05). However, any significant differences were not determined in the service quality points relating to the staff, the program, the changing rooms and the facility when compared the perceived service quality under the membership time (P>0.05).
RESULTS
Looking at
Looking at Table 3 , the participant members' expected and perceived service quality was compared in the usage frequency of facility, among the persons who used the facility 1-2 times in a week, 3-4 times in a week and 5-6 times in a week, a statistically significant difference was seen between the facility sub-dimension concerning the expected service quality and the staff sub-dimension concerning the perceived service quality (P<0,05). On the other hand, any statistically significant differences were not observed in the sub-dimensions of staff, program and changing rooms relating to the expected service quality (P>0.05). By comparing the members' perceived service quality in the usage frequency of facility, among the persons who used the facility 1-2 times in a week, 3-4 times in a week and 5-6 times in a week, any statistically significant differences were seen between the sub-dimensions of program, changing rooms and facility concerning the perceived service quality (P>0.05).
Examining at Table 4 ., in comparisons of the expected service quality concerning the members involved in the research under the usage frequency of facility, it was observed that the service quality points of the persons using the facility 1-2 times in a week were higher than the service quality points of the persons who used the facility 5-6 times in a week (P<0.05). Also, in comparisons of the perceived service quality in terms of the usage frequency of facility, it was seen that the service quality points of the persons who used the facility 1-2 times in a week were higher than the others (P<0.05). In other comparisons, any meaningful differences were not in question (P>0.05).
When examined Table 5 , while making comparisons of the expected service quality concerning the members participated in the research under the age groups, between all the subdimensons related with the expected service quality, a statistically significant difference was considered (P>0.05). While comparing the perceived service quality in the age groups, among the persons aged less than 18 years-old, between 18-25 years, 26-35 years, 36-50 years, 51-65 years and over 65 years, it was determined that there was a significant difference between the staff sub-dimension related with the perceived service quality (P<0.05), there were not any significant differences between the other sub-dimensions (P>0.05). Looking at Table 6 , when compared the staff sub-dimension related with the perceived service quality in the participant members' age groups, the service quality points concerning the members aged less than 18 years were estimated to lower than the points of the persons aged between 18-25 years, 26-35 years, 36-50 years, 51-65 years and over 65 years (P<0.05). In the other comparisons, any significant differences were not observed in the service quality points relating to the staff in terms of the age groups (P>0.05).
Also, it was identified that there were no statistically significant differences in all the subdimensions related with the expected and perceived service quality while looking at the variables of access time, marital status, income and education level among the persons participated in the research.
DISCUSSION
In this research carried out in the sport centers depending on the Konya Meram and Karatay District Municipalities, the members were evaluated in accordance with the variables such as their satisfaction about the course centers (in terms of workers, programs, facilities and changing rooms of the course center), the membership type and time, the usage frequency of centers, the access time, the age, the marital status, the income level and the education level, and the results were interpreted with similar studies.
As a result of the comparisons of the expected and perceived service quality related with the members participated in the research in terms of the membership type, it was found that there were no statistically significant differences between the expected and perceived service quality points aimed at the persons being members individually or as a family within the sub-dimensions of staff, program and facility (P>0,05) ( Table 1) . The service quality points relating to the changing rooms were statistically found to be higher in the persons being members as a family than the persons being members as an individual (P<0,05) ( Table 1) .
In a research aimed at the sport enterprises by Akgül et al. (2) , it was reported that especially the service issues relating to the changing rooms had more importance in the fitness centers for customers or members than the other sub-dimensions. Our study's findings also showed that in the individuals being members as a family, the family life provided necessary order, and these individuals gave more importance to hygienic conditions than the group being members individually.
As a result of the comparisons of the expected and perceived service quality in the relevant members in terms of the membership time, the service quality points relating to the staff, the program, the changing rooms and the facility among the persons who had a membership time less than 1 year were estimated to be higher than the persons who had a membership time more than 1 year (P<0.05). However, in the comparisons of the perceived service quality concerning to the members in terms of the membership time, there were not any significant differences in the service quality points relating to the staff, the program, the changing rooms and the facility between the persons having a membership time less than 1 year and the persons having a membership time more than 1 year (P>0.05).
Memiş & Ekenci (17) , suggest that the continuity of the service quality decreased in customers benefiting from the sport facilities for one year and over it in time. This situation requires that the sport enterprises especially give a separate importance to the promotion efforts for customers. Because customers expect that the enterprises renew themselves and tend to the service quality dimensions more carefully.
In accordance with Ceyhun's study (5) , when the participants' usage time (year) for a facility within the sub-dimension of workers increased, the satisfaction level at the dimension of workers reduced. With the findings of the same research, at the sub-dimensions of physical characteristics of facility, program and additional service units (changing rooms), the satisfaction about the physical characteristics of facility, programs and additional service units reduced when the members' usage time (year) for the facility increased. The users' usage time for a facility (yearly) decreased in a direct proportion with the points given for the service quality. That is, the customers thought that the enterprises were not satisfying with the service quality in the period of their study.
The research results support our study findings. It can be said that there is an inverse proportion between the members' usage time for the facility and the satisfaction level. A lack of interest for enterprises in old members in comparison with new members can be an objective for having profitness at a maximum level by increasing the number of members in commercially active facilities. But this situation can be stated as a desire for presenting service to more people instead of a certain group by communicating with more members rather than profitness in municipality facilities which are the subject of our study.
When compared to the expected service quality associated with the members included in our study in terms of the usage frequency of facility, it was observed that there was no statistically significant difference in the sub-dimensions of staff, program and changing rooms relating to the expected service quality among the persons who used the facility 1-2 times in a week, 3-4 times in a week and 5-6 times in a week (P>0.05). Also, when compared to the members' perceived service quality in the usage frequency of facility, it was determined that there was no statistically significant difference in the subdimensions of program, changing rooms and facility relating to the perceived service quality among the persons who used the facility 1-2 times in a week, 3-4 times in a week and 5-6 times in a week (P>0.05).
Among the persons who used the facility 1-2 times in a week, 3-4 times in a week and 5-6 times in a week, when the expected and perceived service quality was compared in the usage frequency of facility, a significant difference was found out between the sub-dimension of facility relating to the expected service quality and the sub-dimension of staff relating to the perceived service quality (P<0.05).
As a result of the multi-comparisons of the expected and perceived service quality associated with the participant members in the usage frequency of facility, the service quality points relating to the facility by the persons who used the facility 1-2 times in a week were estimated to be statistically higher than the service quality points relating to the facility by the persons who used the facility 5-6 times in a week (P<0.05). A significant difference was not found in the other comparisons (P>0.05).
In Tüfekçi's study (22) , titled with the Evaluation of Expectations and Perceptions Relating to the Service Quality in the Customers of Fitness Centers and Yüzgenç's study (23) , titled with the Service Quality Given in the Sport Services by the Local Managements of Ankara, depending on participation periods, a significant difference was not observed in terms of service expectations and perceptions. The differences between the relevant studies and our findings only are related with the ones between the sub-dimension of facility relating to the expected service quality and the subdimension of staff relating to the perceived service quality. In the sport facilities depending on the municipalities, the satisfaction perceptions of the members using 5-6 times in a week were lower than the ones using less. This situation can be stated as various facility intensities and seance differences, if the relevant facility is required for serving more than its capacity at the other dimensions such as infrastructure and staff, the members' satisfaction degree can be possibly less. Also, the service level which members want to have, may increase day by day, even though a certain program of training is seemed to be enough at starting process, it must be revised in accordance with a sportsman or member's condition in next months. Not re-newed programs may reduce the satisfaction level of the members who often use the facility.
In evaluation of the access time of the members to the facility, comparing the expected and perceived service quality in the scope of the access time to the facility, it was seen that a significant difference was not available in the sub-dimensions of different time (P>0.05).
Yüzgenç's study (23) , shows that members were not affected from the access time to the Youth Centers. That is to say, even if the members' access time to the centers changed, in the HKDÖ (Scale for Service Quality Assessment) points any changes were not observed. This difference was in favour of the members whose access time was less than 15 min. That is, among the members who reached at the facility more easily, the service quality perception levels relating to the changing rooms were higher than the ones who reached at it later. Memiş & Ekenci's study (17) , supports this situation. This study explains that an easy access was the most important factor as a reason for preferring the sport centers.
When examined the sub-dimensions, the reason for the relevant difference can be explained as transportation problems of a city which in the studies were done. In most great cities, traffic problem is experienced and as we know, it negatively affects life conditions. Due to our city's geographical structure and transportation opportunities, transportation problems may not be experienced in the facilities of which persons are members.
As a result of the comparisons of the expected service quality associated with the participant members in the age groups, among all the subdimensions, there was not a significant difference in the expected service quality (P>0.05). By comparing the perceived service quality associated with the participant members from the age groups, there was a significant difference in the staff sub-dimension relating to the perceived service quality among the persons who were aged less than 18 years-old, between the ages 18-25, 26-35, 36-50, 51-65 and over 65 (P<0.05). In the multi-comparisons of the expected service quality of the members involved in the research in accordance with the age groups, the service quality points of the persons aged less than 18, relating to the staff were lower than the persons aged between 18-25, 26-35, 36-50, 51-65 and over 65 (P<0.05). This significant difference in the subdimension of staff was not seen in the other dimensions.
In Tüfekçi's study (22) , any significant difference was not found in the one-dimensional variance analysis applied in the age variables. That is, the service expectations were closer to each other at all age intervals. In Afthinos et al.'s study (1), similar results were observed. But for only one subdimension of our study, other findings comply with the relevant studies. At the sub-dimension of staff, the service quality perceived by the members aged less than 18 was lower than the other age groups, the reason is for that the staff may not reply to the expectations of the relevant age group. In a fitness group, the members aged less than 18 as a minority group, may not conform to other members and staff.
In terms of the marital status, when the service quality was examined, by comparing the expected and perceived service quality associated with the members involved in the research, it was determined that there were not any significant differences in the service quality points relating to all the sub-dimensions between the married and single persons (P>0.05).
In this regard, the studies different from our study are available. In accordance with Gençer et al.'s study (12) , the married sport tourists' perceptions about the service quality relating to the skiing educators at the workers dimension were meaningfully positive than the single ones. The reason is for that the married sport tourists had more positive perceptions of service quality relating to the workers than the single ones, these individuals give more importance to the workers due to being individuals conscious and responsible. In Yüzgenç's research (23), the married members' perception levels about the workers, the program and the facility were higher than the perception levels of the single members. This situation is related that the married members are socially more relaxed and experienced, that they have less expectations rather than the single ones.
When the expected and perceived service quality was comparised in the members' income level, between all the sub-dimensions concerning the expected and perceived service quality any significant difference was not found (P>0.05).
Ardıç et al.'s research (3), titled with the Measurement of Service Quality (Citizen Satisfaction) in the Municipalities (An Application in the Tokat Municipality) supports our study findings as well, with this research any significant relation was not found between the perceived general service quality and income levels of citizens. Income levels do not affect the satisfaction level related with the service quality.
But in Ceyhun's study (5) , the points from the members with the low income level were estimated to be higher, looking at the program sub-dimension considering a family's monthly income position on average. That is more, when income level increased, the satisfaction level decreased in the program subdimension. Boz's research (4) , is in parallel with Ceyhun's research (5). According to Boz, when customers' income level increases, if necessary, managers seem to be open to discuss problems with them, thus when income level increases, communicating with workers becomes easier and more effective.
Furthermore, when people's income levels increase, their service expectations reach at high levels. Municipalities are required for making plans towards the general situation of public in their services, so this one can cause service unsatisfaction in terms of the individuals with high level of income.
When the participant members' expected and perceived service quality was compared in education levels, there were no significant differences in all the sub-dimensions related with the expected and perceived service quality among the persons who had an education level of primary and secondary school, high school and university (P>0.05). In Yüzgenç's study (23) , in accordance with the education level, the HKDÖ general points show that members did not have any effects of the education levels. That is, the members from the different education levels did not lead to any changes in the HKDÖ points. This result corresponds with the findings of our study.
On the other hand, according to Theodorakis et al.'s research (21) , there were significant differences in accordance with the individuals' education levels, the customers having the lowest education level (primary and secondary school) were more satisfied with the facility dimension than the graduates of high school and university. The findings about the education level are related with the different expectations from the education groups. As a more difficult group, more educated individuals have high expectations from the services. This one can be explained that individuals have more information about fitness and more experiences in the sport services.
Boz (4), suggests that there was a good relation between the service presentation quality and the education level of trainers working in the facility (P<0.05). When the education level went up, the satisfaction level was significantly lowered. This situation indicates that customers having high level of education pay more attention to details and wait for more interest. And there are no relations between the education variable and the other variables.
In conclusion, in this study focused on the viewpoints of the persons who were members of the course centers depending on the Meram and Karatay District Municipalities in the Konya Province and participated in the sport activities of these centers about the service quality;
Within the opinions of the members involved in this research on the expected and perceived service quality, it can be said that membership type, membership time, usage frequency of facility and members' age variables are effective. Moreover, it will be appropriate for evaluating the satisfaction level, complaints and opinions of members at regular intervals in order to increase the service quality in the municipal sport centers having sport activities.
Workers' education, capability, information level, capacity and teaching ability should not be ignored, this position is ultimately significant for communication with the members from each part and age group. And programs can be renewed and hygienic conditions in the changing rooms can be necessary to be given more importance in order to fulfill satisfaction of ones who have been using the facility for a long time, about the program and the changing room. In addition to our study, the next researches on expectations and satisfaction levels of the individuals benefiting from the sport services given by the municipalities in different residential areas will be useful for determining general problems related with this issue and finding common solution ways.
